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Quarterly Report on PUC complaints
Dear Secretary Chiavetta,

The following is a report that captures (i) the complaints by category; (ii) the resoution
for each complaint and (iii) process improvements/changes impiemented to reduce and/or
eliminate similar complaints going forward.

Q) There were three (3) complaints filed against Ma;jor Energy during the second
quarter of 2012,

1. On May 10, 2012 a complaint was filed hecause the customer found out
that her low income residence does not allow a change of supplier and she
wanted to cancel her service. Our represcntative replied to the complaint
on the very same day. in a timely marner.

2. On May 11, 2012 a complaint was filed hecause the customer claimed
they thought the door-to-door represeniative was from their local utility
and they tried to cancel their services, but were enrolled anyway. The
customer wanted the account canceled and no fees. Our representative
replied to the complaint on the very same day, in a timely manner.

3. On May 30, 2012 a complaint was filed &ccause the customer wanted to
cancel his service and said he tried to cail and cancel but no one returned
his miessages. Our representative rephw to the complaint on the very same
day, in a timely manner.

(ii)  All three (3) of the complaints have been resolved.

1. The first complaint was resolved becarise the customer was never enrolled
with Major Energy. Therefore nu furthier setion was needed,

2. The second complaint was resclved whin we canceled the customer. The
customer has claimed confusion over whcther our contracted door-to-door
salesman said he was from the local uiility. However, we have a signed
statement saying she knew the representziive was from Major Energy and




not the utility as well as a phone verification stating the same. In addition,
the door-to-door representatives always wear Major Energy logos on their
uniforms and the Major Energy logo is on the application. There was-an
error in our EDI process with the Utility; who also had an error in their
own system. This confusion required Major Energy to enroll some
customers twice and that is what happened’in this scenario. Major Energy
was cited for an inaccurate report because of this confusion and we have
since updated our client tracking system.

3. The third complaint was resolved when we canceled the customer’s
account. We also noted that we had a record of the customer calling our
customer service department and agreeing to continue with our services
after he found out he would only receive one bill.

(iii)  We have implemented a new computer system to track our clients. This new
system is more efficient and streamlined appropriately for our business needs.

Very truly yours,

Algm

Adam Small

General Counsel

Major Energy Services, LLC
100 Dutch Hill Rd., Suite 310
Orangeburg, New York 10962
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